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Starting from the development process and the current situation of the domestic 
and international customer service centers, the article describes the development and 
industrial characteristics of customer service center in China banking industrial area 
and its important roles in the corporate operation. Under the intense financial 
competitive environment, how to improve the service quality according to the 
customers’ demand and strengthen the customers’ loyalty and satisfaction to 
enhance the competitive edge besides financial product innovation are the subjects 
that commercial banks have to face. As one of the important customer service 
channels of banks, customer service center, improving service quality and upgrading 
customer satisfaction have been its operating goal. The important premise of 
improving the quality of customer service center is to upgrade the “service level” 
indicators of the customer service center. 
Basing on the Queuing theory, the Change management theory and the business 
process reengineering, the article analyzes the ten factors that affecting service level, 
and put forward the points of enhancing the service quality of customer center by 
comprehensive reforming and business reengineering from four aspects, including 
traffic forecasting, scheduling management, efficiency of services and on-site 
management. For traffic forecasting, differentiating the prediction steps, methods 
and key points the long-term and short-term traffics, making great amount of data 
analysis and practice regression demonstrations, carefully selecting the effective 
traffic predicting method, so as to improve the accuracy of the traffic forecasting. 
For scheduling management, finely managing every step of schedule, optimizing the 
schedule design with the consideration of both efficiency and humanity, so as to 
improve the attendance rate and the employee satisfaction. For on-site management, 
emphasizing the executive power and technology support of the on-site management, 
assuring the commanding and coordinating function by management measures and 
technology support, so as to improve the optimization of the resource. At the same 
time, the article also demonstrates the executive assurance and executive outcome 
that improved the service level. 
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先提出的， 初被用来解决电话交换机的使用问题。到了 20 世纪 30 年代中期，
W.Feller 引进生灭过程以后，排队论才被数学界承认为一门重要的学科。第二
次世界大战以后，随着概率论和运筹学的结合与发展，排队论也得到快速的普
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